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DEPARTMENT  OF  JUSTICE 

agency:  Department  of  Justice. 
action:  Draft  consumer  program. 

date:  Comments  must  be  received  by  March  10, 1980. 
ADDRESS:  Comments  should  be  addressed  to  Lupe 
Salinas,  Office  of  the  Attorney  General,  Room  5132, 
Main  Justice  Building,  Department  of  Justice, 
Washington,  D.C.  20530. 

FOR  FURTHER  INFORMATION  CONTACT:  Lupe  Salinas, 
(202)  633-2927. 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 
Staff  Location 

The  Department  intends  to  establish  the  position  of 
Consumer  Affairs  Advisor  to  the  Attorney  General. 

The  Advisor  shall  be  located  in  the  Attorney  General’s 
office  and  shall  report  directly  to  the  Attorney 
General. 

Size  and  Resources 

The  Advisor  shall  be  assisted  on  a  regular  basis  by 
permanent  designees  from  the  Executive  Office  of  the 
United  States  Attorneys,  the  Justice  Management 
Division,  the  Consumer  Affairs  Section  of  the  Antitrust 
Division  and  the  Office  for  Improvements  in  the 
Administration  of  Justice,  and  shall  be  given  such 
additional  legal,  paralegal,  secretarial  and  other 
support  as  needed  to  fulfill  his/her  functions  under  the 
Order.  The  Consumer  Affairs  Advisor’s 
responsibilities  shall  include  but  not  be  limited  to: 

1.  Assisting  in  the  development,  review  and 
coordination  of  Departmental  policies,  procedures, 
programs,  rules  and  legislation  that  affect  consumers 
(to  the  extent  that  his/her  participation  is  not 
inconisistent  with  the  law); 

2.  Seeking  to  generate  a  public  constituency  for  the 
enforcement  of  Federal  laws;  * 

3.  Serving  as  the  representative  of  the  Department  of 
Justice  on  the  Consumer  Affairs  Council  and  as  liason 
with  other  Federal,  State,  and  local  agencies,  the 
activities  of  which  affect  consumers  with  regard  to 
matters  within  the  jurisdiction  of  the  Department; 

4.  Providing  support  and  advice  to  the  Attorney 
General  to  insure  proper  consideration  of  the  potential 
effect  of  Departmental  activities  on  consumers; 

5.  Obtaining  consumer  views  on  Departmental 
operations,  policies,  procedures,  programs,  rules  and 
legislation,  as  appropriate; 

6.  Establishing  adequate  Departmental  procedures 
for  prompt  and  complete  response  to  consumer 
inquiries  and  complaints;  and 

7.  Coordinating,  enhancing  and  clarifying 
information,  disseminated  to  consumers  by  the 
Department,  and  determining  which  of  the  information 
shall  be  provided  in  more  than  one  language.  That 
information  is  currently  disseminated  in  five  principal 
ways:  (a)  response  to  consumer  complaints;  (b)  general 
information  supplied  through  the  media  about 
Departmental  actions;  (c)  speeches  and  policy 
statements  by  Department  representatives;  (d) 


consumer  education  programs;  and  (e)  brochures  and 
publications. 

Relationship  With  Other  Consumer  Personnel  and 
Agency  Operating  Units 

Policy  development  and  program  planning  and 
evaluation  in  consumer-related  matters  are  conducted 
primarily  by  the  individual  operating  units  of  the 
Department.  Such  units  shall  continue  to  have  primary 
responsibility  for  addressing  consumer  concerns 
related  to  the  unit’s  activities.  To  implement  this  plan 
and  to  coordinate  consumer-related  activities  in  the 
Department,  a  Consumer  Affairs  Committee  will  be 
created  within  the  Department.  The  Committee  shall 
consist  of  one  person  designated  by  the  head  of  each 
unit  of  the  Department  (division,  board,  bureau  or 
office).  Such  designee  shall  be  a  person  with 
responsibility  for  handling  public  inquiries  and 
complaints  and/or  programs  with  significant  public 
involvement  and/or  impact. 

Participation  in  Development  and  Review  of  Agency 
Rules,  Policies,  Programs  and  Legislation 

1.  Notification  Procedure 

The  advisor  shall  be  notified  whenever  a  unit  of  the 
Department  is  contemplating  a  new  policy  or  program 
initiative  that  may  have  impact  on  consumers.  He/she 
shall  be  consulted  by  the  Office  of  Legal  Counsel  on 
regulations  under  consideration  and  by  the  Office  of 
Legislative  Affairs  on  legislative  matters. 

The  Advisor  shall  also  initiate  communications  with 
appropriate  officials  at  all  levels  of  the  Department  to 
keep  informed  about  rules,  policies,  programs  and 
legislation  under  consideration. 

2.  Stage  at  Which  Participation  Begins 

The  Advisor  may  participate  at  any  stage  of 
decisionmaking  to  the  extent  permitted  by  law  to 
facilitate  consideration  of  consumer  concerns. 

3.  Methods  of  Participation 

The  Advisor  may  participate  in  whatever  manner 
he/she  deems  appropriate.  If  a  unit  head  and  the 
advisor  disagree  on  the  proper  role  of  the  Advisor,  the 
Attorney  General  will  resolve  the  question. 

II.  CONSUMER  PARTICIPATION 

Stage  of  Agency  Decisionmaking  Participation 
Begins 

The  Attorney  General  will  issue  a  statement 
supporting  direct  consumer  participation  in  early 
policy  and  program  development  in  appropriate 
matters.  He  will  direct  that  each  unit  consider  the 
viewpoint  of  consumers  in  matters  of  consumer 
concern.  To  implement  this  goal,  the  Advisor  shall 
consult  with  the  head  of  each  unit  of  the  Department 
to  consider  matters  appropriate  for  consumer 
participation.  The  Advisor  and  the  head  of  each  unit 
shall  devise  and  implement  a  plan  for  early  and 
meaningful  consumer  participation  in  such  matters. 
Should  the  Advisor  and  the  unit  head  disagree  on  the 
appropriateness  of  consumer  participation  or  of  a 
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particular  form  of  consumer  participation  in  a  given 
matter,  the  Attorney  General  will  resolve  the  question. 
Consumer  participation  shall  begin  in  designated 
matters  at  the  policy  development  stage  or  at  the  rule 
or  legislative  drafting  stage. 

Avenues  of  Participation 

1.  The  Attorney  General  will  direct  all  units  of  the 
Department  to  give  full  consideration  in  the  course  of 
decisionmaking  to  concerns  of  consumers. 

2.  The  Department  will  maintain  a  calendar  of  all 
matters  issued  for  public  comment  with  the 
appropriate  closing  date  and,  through  its  Public 
Information  Office,  inform  interested  consumer  groups 
that  such  matters  are  pending  for  public  comment.  The 
Advisor  shall  compile  a  list  of  persons  interested  in 
notification  and  they  shall  be  placed  on  the 
appropriate  mailing  list. 

3.  On  a  semi-annual  basis,  the  Attorney  General,  on 
consultation  with  the  Advisor,  will  designate  senior 
level  officials  to  conduct  a  forum  for  direct  expression 
of  consumer  views  on  Departmental  programs  and 
policies.  Each  forum  shall  address  a  specific  area,  e.g., 
immigration  policy;  role  of  the  FBI;  use  of  LEAA  funds. 
Such  formus  shall  be  conducted  as  town  meetings  with 
a  general  statement  of  policies  and  issues  followed  by 
an  opportunity  for  direct  public  comment  and 
response.  Such  meetings  shall  be  held  in  appropriate 
major  cities,  generally  outside  of  Washington. 

4.  The  Advisor  may  recommend  to  units  of  the 
Department  and/or  to  the  Attorney  General  other 
appropriate  mechanisms  and  opportunities  for 
consumer  participation. 

5.  Consumer  participation  shall  occur  only  in 
accordance  with  the  plans  devised  jointly  by  the 
Advisor  and  units,  as  directed  by  the  Attorney 
General,  or  as  invited  by  the  unit. 

III.  INFORMATIONAL  MATERIALS 

Agency  Information  Services 

1.  Usefulness  of  Current  Material 

The  Department  has  publications  available  that 
provide  information  about  the  Department  or  areas  of 
public  concern. 

(a)  A  24-page  booklet  entitled  “Legal  Activities” 
describes  the  legal  activities  of  the  Department  by 
division  and  other  operating  unit. 

(b)  The  Antiturst  Division  publishes  a  booklet 
entitled  "Antitrust  and  the  Consumer,”  which  explains 
the  purposes  of  the  antitrust  laws. 

(c)  The  Immigration  and  Naturalization  Service  ' 
publishes  booklets  on  immigration  laws,  naturalization 
requirements,  and  many  other  immigration  matters. 

(d)  The  Community  Relations  Service  has  published 
booklets  on  effective  human  relations  commissions, 
minority  problems  in  prisons,  racial  disputes  in  high 
schools,  tips  for  educators  and  police  in  school  > 
disputes  and  others. 

(e)  The  Drug  Enforcement  Administration  has 
available  a  coloring  book  on  drugs  and  health,  and 
other  publications  regarding  drug  abuse. 


(f)  The  Law  Enforcement  Assistance  Administration, 
the  Federal  Bureau  of  Investigation,  and  other  units  of 
the  Department  publish  materials  about  their 
responsibilities  and  about  matters  of  general  concern. 

The  Department  believes  these  materials  are 
comprehensive  and  helpful  but  recognizes  that  there  is 
always  room  for  improvement.  (A  comprehensive 
listing  of  current  publications  is  set  forth  at  the  end  of 
the  plan.) 

2.  Plans  for  Improvement 

The  Advisor  shall  review  the  Department’s 
informational  materials  and  make  recommendations 
for  improvement.  The  Advisor  shall  also  determine 
which  materials  should  be  translated  into  one  or  more 
foreign  languages. 

The  Advisor  shall  consult  appropriate  governmental 
entities,  including  the  General  Services  Administration 
Consumer  Information  Center/Federal  Information 
Center,  regarding  methods  for  achieving  optimum 
distribution  of  the  Department’s  informational 
materials. 

The  Department  will  assist  in  publication  of  a 
brochure  regarding  the  Freedom  of  Information  Act 
and  Privacy  Act.  The  Department  is  reviewing 
available  literature  on  small  claims  court  procedures 
and  plans  to  develop  a  guide  for  consumers  on  small 
claims  court  practice.  The  Department  will  give 
priority  to  publishing  a  brochure  regarding  small 
claims  court  procedures  and/or,  if  appropriate,  a 
brochure  on  the  Dispute  Resolution  Act. 

As  noted  elsewhere,  the  Department  will  distribute 
the  Consumer  Resource  Handbook  to  all  U.S. 

Attorneys  and  Departmental  Offices  to  provide 
guidance  on  handling  public  inquiries  and  complaints. 
It  will  publish  on  a  monthly  basis  a  summary  of  all 
matters  pending  for  public  comment  and  provide 
copies  to  consumer  groups  and  other  interested 
persons. 

3.  Officials  Responsible  for  Consumer  Information 
Program 

the  Advisor,  together  with  his/her  permanent 
designees  and  the  Consumer  Affairs  Committee,  shall 
review  current  informational  materials  and  shall 
provides  advice  regarding  the  preparation  of  new 
materials.  The  Public  Information  Office  shall  publish 
and  distribute  the  summary  of  matters  pending  for 
public  comment. 

Information  on  Agenda  of  Public  Meetings 

1.  Format  of  Materials 

2.  Manner  of  Notification  and  Distribution 

Explanatory  materials  for  consumer  meetings  of  the 
Department  shall  be  prepared  by  the  unit  involved 
with  appropriate  assistance  from  the  Advisor.  The 
materials  shall  describe  general  topics  of  concern  as 
well  as  the  date,  time,  place  and  format  for  the 
meeting.  They  shall  invite  suggestions  for  additional 
topics  to  be  addressed  at  the  meeting.  These  materials 
shall  be  made  available  through  the  Public  Information 
Office  and  shall  be  mailed  to  appropriate 
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organizations  in  the  area  in  which  the  meeting  is  to 
take  place. 

IV.  EDUCATION  AND  TRAINING 

Areas  in  Which  Training  Provided 

Training  shall  be  provided  in  complaint  handling 
and  in  other  matters  the  Advisor  concludes  would  help 
implement  the  plan. 

Responsibility  for  Educating  Staff  Members  About 
Consumer  Program 

Method  of  Education 

The  Attorney  General  will  advise  each  unit  of  the 
Department  of  the  existence  of  the  final  consumer  plan 
and  of  their  responsibilities  under  the  plan  by 
circulating  copies  of  the  Order  and  plan  with  a  cover 
memorandum.  The  Advisor  to  the  Attorney  General 
shall  respond  to  inquiries  about  the  plan  and  shall  help 
units  in  implementation  of  the  plan. 

Specialized  Training  for  Consumer  Affairs  Personnel 

The  Department’s  training  staff  shall  train 
individuals  in  complaint  handling  and  other  consumer 
affairs  responsibilities.  The  training  shall  cover  the 
major  consumer  resources  of  the  Department  and 
other  government  agencies,  courtesy  and  attitude  in 
responding  to  mail  and  telephoned  inquiries, 
guidelines  for  appropriate  responses  to  inquiries  and 
disclosure  policies  regarding  pending  Departmental 
matters. 

The  Department  will  sponsor  the  attendance  of 
appropriate  personnel  at  training  sessions  provided  by 
such  other  agencies  as  the  Federal  Trade  Commission. 

Selecting  Consumers  and  Organizations  To  Receive 
Assistance 

The  Dispute  Resolution  Act,  (S.  423),  is  currently 
pending  before  Congress  and  has  been  strongly 
endorsed  by  the  Department  of  Justice.  If  enacted,  the 
bill  would  provide  for  the  establishment  of  a  Dispute 
Resolution  Resource  Center  within  the  U.S. 

Department  of  Justice.  The  functions  of  the  Center 
would  be:  (1)  to  serve  as  a  clearinghouse  for  the 
exchange  of  information  concerning  the  improvement 
of  existing  dispute  resolution  mechanisms  and  the 
establishment  of  new  ones;  (2)  to  provide  technical 
assistance  to  improve  and  create  such  mechanisms;  (3) 
to  conduct  research  on  mechanisms  and  to  encourage 
the  development  of  new  ones;  (4)  to  conduct  surveys  of 
all  such  mechanisms  and  to  collect  relevant  data  on 
them;  (5)  to  identify  the  mechanisms  or  aspects  which 
are  the  most  effective  and  fair  and  suitable  for 
adoption;  and  (6)  to  make  grants  to  enter  into  contracts 
with  public  agencies,  educational  institutions,  and 
qualified  persons  to  conduct  research,  demonstrations 
or  special  projects.  The  Center  would  undertake  an 
information  program  to  advise  potential  grant 
recipients  and  states  of  the  availability  of  funds  and 
eligibility  requirements.  In  addition  under  the 
legislation,  the  Center  would  identify  the  types  of 


minor  disputes  most  amenable  to  resolution  through 
informal  methods. 

The  proposed  Dispute  Resolution  Resource  Center 
would  complement  the  efforts  of  the  Advisor  to  the 
Attorney  General  for  consumer  matters  and  other 
Departmental  consumer  programs,  and  would  provide 
technical  assistance  to  state  and  local  governments 
and  non-profit  consumer-related  organizations.  Once 
the  Center  is  established,  assuming  all  requests  for 
assistance  cannot  be  met,  Center  officials  in 
consultation  with  the  Advisor  shall  decide  on  a 
method  for  selecting  consumer  and  organizations  to 
receive  assistance. 

V.  COMPLAINT  HANDLING 

Agency  Interest  in  and  Methods  for  Filing 

The  Department’s  Public  Information  Office,  after 
consultation  with  the  Advisor,  shall  issue  press 
releases  containing  information  to  educate  consumers 
on  the  Department’s  mission,  to  invite  information, 
comment  and  complaints  and  to  encourage  the 
reporting  of  violations  of  law  to  federal  law 
enforcement  officials.  The  releases  shall  specify  the 
offices  within  the  Department  to  which  written 
comments,  reports  and  complaints  should  be  directed. 

Departmental  informational  publications  shall  be 
reviewed  by  the  Advisor,  in  conjunction  with  a 
designated  official  in  each  unit,  to  consider  whether 
revisions  are  appropriate,  to  indicate  Departmental 
receptivity  to  comments  and  complaints,  and  to 
designate  a  point  of  contact  within  the  Department. 

Format  for  Logging  Complaints 

The  Advisor  shall  survey  all  units  of  the  Department 
to  determine  the  volume  and  types  of  consumer 
inquiries  received  and  the  procedures  used  in  handling 
inquiries.  The  Advisor  shall  also  review  mailroom  and 
telephone  switchboard  procedures  to  ascertain 
whether  inquiries  are  receiving  appropriate  internal 
routing.  After  considering  current  procedures,  the 
Advisor  shall  issue  directives  establishing  the 
standards  to  be  met  in  each  system  of  complaint 
handling.  The  directives  shall  seek  to  insure  that 
complaints  receive  timely,  courteous  and  appropriate 
responses,  and  that  the  complaint  procedures  facilitate 
the  gathering  of  statistical  and  summary  information 
for  analysis  by  Departmental  officials.  The  Advisor 
shall  ascertain  whether  current  procedures  are 
adequate  or  whether  a  uniform  Department-wide 
format  for  logging  in  complaints  is  necessary.  The 
Advisor  shall  help  designated  officials  in  each  unit 
establish  a  system  to  categorize  complaints  for 
statistical  analysis. 

Investigation  and  Analysis 

The  standards  issued  by  the  Advisor  shall  seek  to 
insure  that  complaints  received  by  each  unit  are 
considered  promptly  and  appropriately  by  agency 
officials. 
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Response  Procedure 

The  Advisor  shall  prepare  a  resource  guide  for  use  in 
responding  to  consumer  mail.  The  guide  shall  include 
sample  responses.  Each  office,  including  U.S. 
Attorneys’  offices  and  field  offices,  shall  be  provided  a 
copy  of  the  resource  guide  and  a  copy  of  the  Consumer 
Resource  Handbook  for  its  use  in  responding  to 
consumer  inquiries. 

Evaluation  of  Complaint  Handling  System 

After  issuing  and  implementing  standards,  the 
Advisor  shall  regularly  evaluate  the  results  of  the 
systems  and  the  promptness  and  quality  of  the 
Departmental  responses  to  consumer  inquiries. 

Statistical  Analysis 

The  Advisor  shall  prepare  an  annual  report  to  the 
Attorney  General,  to  be  circulated  to  all  unit  heads, 
analyzing  the  complaints  received  by  the  Department. 
The  Attorney  General  and  each  unit  head  shall 
consider  the  patterns  of  complaints  received  and  the 
concerns  generally  expressed  regarding  Departmental 
policies  and  practices. 

VI.  OVERSIGHT 

The  Department  is  establishing  a  position  of 
Consumer  Affairs  Advisor  to  the  Attorney  General. 
(See  Section  I.)  This  position  shall  be  filled  at  either 
the  GS-15  or  GS-14  level.  The  Advisor  shall  be  located 
in  the  Attorney  General’s  office.  The  Advisor  shall 
report  directly  to  the  Attorney  General  as  to  all 
matters  referred  to  in  this  Consumer  Plan.  The 
responsibilities  of  the  Advisor  are  specifically  set  forth 
in  Sections  I-V  of  the  Plan.  The  Advisor  shall  work  in 
conjunction  with  designated  officials  in  various  units 
in  the  Department,  as  articulated  heretofore  in  this 
Plan,  and  may  bring  to  the  direct  attention  of  the 
Attorney  General  any  matters  relevant  to  a  unit’s 
performance  under  this  Plan  for  consideration  and 
action. 

Dated:  November  23. 1979. 

Benjamin  R.  Civiletti, 

Attorney  General. 

LISTING  OF  CURRENT  DEPARTMENT  OF  JUSTICE 
PUBLICATIONS 

Department  of  Justice— General 

Legal  Activities. 

Department  of  Justice— Antitrust  Division 

Antitrust  Enforcement  and  the  Consumer. 

Immigration  and  Naturalization  Service 

United  States  Immigration  Laws. 

Naturalization  Requirements  and  General  Information. 

Our  Immigration — A  Brief  Account  of  Immigration  to  the 
U.S. 

Federal  Bureau  of  Investigation 

The  FBI  National  Academy. 


Cooperation  The  Backbone  of  Effective  Law  Enforcement. 

Search  by  Cohsent. 

The  FBI  Laboratory. 

FBI  Law  Enforcement  Bulletin. 

Fingerprint  Identification. 

Crime  Resistance. 

The  National  Crime  Information  Center  and  You. 

The  Story  of  the  FBI. 

99  Facts  About  the  FBI.  Questions  and  Answers. 

FBI — Career  Opportunities. 

Crime  in  the  United  States  1978. 

Profiles  in  Crime. 

Community  Relations  Service 

Guidelines  for  Effective  Human  Relations  Commissions. 

Nobody  would  argue  that  prison  administrators  shouldn’t 
control  their  institutions.  But  when  minority  group 
inmates  feel  their  rights  are  violated,  the  result  is 
predictable  (Corrections  Brochure). 

Like  they  say  experience  teaches.  And  it  has  taught  us 
something  about  racial  disputes  in  high  schools  and 
colleges  (Education  Brochure). 

Police  Use  of  Deadly  Force. 

School  Security — Guidelines  for  Maintaining  Safety  in 
School  Desegregation. 

A  Synopsis — the  CRS. 

Viewpoints  and  Guidelines  on  Court-Appointed  Citizens 
Monitoring  Commissions  in  School  Desegregation. 

CRS  1978  Annual  Report. 

It  isn’t  easy  for  people  caught  up  in  a  racial  dispute  to  find 
a  way  out.  Emotions  run  high.  Issues  may  be  complex. 
And  a  basic  problem  often  prevents  working  out  a 
solution  *  *  *.  (General  Brochure). 

School  Disruptions:  Tips  for  Educators  and  Police. 

Desegregation  Without  Turmoil:  The  Role  of  the 
Multiracial  Coalition  in  Preparing  for  Smooth 
Transitions. 

Examples  of  CRS  Aid  to  Communities. 

Law  Enforcement  Assistance  Administration 

Improving  Juvenile  Justice. 

LEAA  Newsletter. 

Police  and  Public  Safety. 

This  is  NCJRS. 1 

The  NCJRS  Collection. 

NCJRS  Document  Loan  Program. 

Home  Security  Starts  at  Your  Door. 

Sourcebook  of  Criminal  Justice  Statistics — 1978. 

Drug  Enforcement  Administration 

Drug  Abuse  and  Misuse. 

Soozie  (a  coloring  and  cut  and  paste  book). 

Drogas — Un  Folle  to  De  Bosillo. 

Drugs  of  Abuse. 

Controlled  Substances:  Uses  and  Effects  (chart). 

Drug  Enforcement  Administration  (DEA)  (Summary  of 
functions). 

DEA  Fact  Sheet  (Variety  of  Subjects). 


’NCJRS — National  Criminal  Justice 
Reference  Service.  Established  1972.  NCJRS 
collects  materials  and  maintains  a  library  of 
close  to  40.000  documents  on  criminal  justice 
subjects  and  a  computerized  data  base  of 
bibliographic  descriptions  and  abstracts. 
LEAA  has  granted  the  NCJRS  a  contract  to 
perform  this  work. 
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Form  Approved: 
OMH  No.  1 16S7902I 

CONSUMER  RESPONSE  FORM  FOR  EXECUTIVE  ORDER  12160 

Dear  Consumer: 

The - (agency)  wants  to  make  its  consumer  program  better  and 

more  responsive  to  you.  the  consumer.  We  would  like  your  thoughts  and  suggestions  for  improving 
our  proposed  consumer  program.  Please  help  us  by  answering  the  following  questions: 

1  Which  of  the  following  statements  best  describes  your  interest  in  our  consumer  program? 

□  I  am  interested  in  it  as  an  individual  consumer. 

□  I  am  concerned  about  it.  because  I  represent  a  public  interest  consumer  group. 

□  I  am  concerned  about  it,  because  I  represent  a  private  company  or  organization. 

2.  After  reading  about  our  consumer  program,  do  you  think  you  understand  how  it  works'1 

□  Yes.  it  is  clear  and  I  understand  it. 

□  Yes.  1  understand  most  df  it. 

□  No  Much  of  it  is  not  clear  to  ith> 

3.  Part  of  our  consumer  program  sets  up  ways  for  consumers  to  help  us  make  policies  and  rules 
Do  you  feel  our  program  makes  it  easier  for  you  to  participate? 

□  Yes. 

□  No.  Why? _  _  _ _  _ 

4  Our  proposed  consumer  program  outlines  how  we  plan  to  get  information  out  to  consumers 
How  adequate  do  you  think  our  plan  is? 

□  It  seems  adequate. 

□  It  is  not  adequate.  Why?,  _  _ _ _  _____ 

5.  We  want  to  make  it  easy  for  consumers  to  bring  their  problems  to  our  attention.  Our  proposed 
program  tells  how  we  intend  to  handle  complaints  from  consumers.  How  good  is  our  plan? 

□  Adequate 

□  Not  adequate.  Why?  _ 

6.  After  reading  our  proposed  consumer  program,  do  you  know  whom  or  which  office  in 

- - (agency)  to  contact  if  you  have: 

A  complaint?  □  Yes.  □  No. 

A  general  question  about  the  agency?  □  Yes.  □  No. 

A  question  about  how  to  take  part  in  agency  proceedings?  □  Yes.  □  No. 

7.  Do  you  know  who  or  which  office  in _ (agency)  speaks  for  the 

consumer?  □  Yes.  □  No.  Any  suggestions  for  improvement? _ _ 

8  Do  you  have  any  suggestions  for  improving  our  consumer  program? 

□  No. 

□  Yes.  in  the  following  areas: 

Consumer  participation _ _ _ — 

Informational  materials _ _ _ 


Complaint  handling _ 
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9.  Other  comments  or  suggestions?  (Use  additional  pages,  if  necessary.) 


(Your  name) 


(Your  address) 


(City,  state,  rip) 

SEND  THIS  FORM  DIRECTLY  TO  THE  AGENCY  PROPOSING  THE  PROGRAM  ON 
WHICH  YOU  ARE  COMMENTING 


1FR  Doc.  79-36655  Filed  12-7-79:  8:45  am) 

BILLING  CODE  4410-01-M 


